CHAPTER 5

DISCUSSION, RECOMMENDATIONS, AND CONCLUS%\
5.1 Introduction Y’

Chapter Five begins with the summary and discussion of thesfindings based on

the research questions, objectives, hypotheses, and litera réview., The theoretical

and practical contributions and implications of th ults are “also ghighlighted.
L ]

s and Idirect or,s fqr,) ture

=\
research. This chapter ends with the conclusion‘ef the'study. & b

Additionally, the chapter outlines the study’s limi

ol of
- S P s
5.2 Executive Summary \ O

5.2.1 Executive Summary vs. At&a)ct, Dif

A
:

N
n ng_‘@xecutive summary and

& .
atur dience, scope, aim, length,
content, and style. ! §
? 4 2
Tabl% ecrﬂh%&{ aryé‘(si%bstract, Differences

£

Table 5.1 shows the mai renées b

abstract. They differ across se dirrr

Fy

Items Abstract Executive Summary

Nature Abbreviated summary. Unique selling point (USP).

Audience Specialized |(researchers) or more Decision-makers,  e.g.,  corporate
readers. managers.

Scope Informational, academic, administrative,  Solicited or unsolicited sales proposals
and other general documents (thesis, and bids (P&B).
articles, and patents).

Aim Give information. Call for decision making. Convince
Ascertain the aim of the whole document, readers to buy on the recommended
give an overview or preview of the solution addressing the problem,
content. namely, make your unique selling

point (USP).

Length Short. Short.

Shorter than the executive summary. Longer than the abstract.

(1.
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‘Table 5.1, Continued’

Items Abstract Executive Summary

Content Mainly technical: Mainly managerial (The four rules or
1. Present the problem and scope. persuasion):
2. Expose the used methodology. 1. State outcomes and benefits.
3. Report observation and results. 2. Substantiate benefits with proofs of
4. Conclude and recommendations. concept.

3. Apply benefits to the reader's
particular; context (win themes).
4. Recommend a solution to address
the problem.

Style Technical, static, and more academic. Managerial, dynamic, and more
enthusiastic.

\éu*rce: Khan (2008:4)

An abstract aims to persuade the reader or cher t@_read ghe whole

document to gain information. Conversely, an exe

@
ive summary a s'to ?g)q ince

the reader (decision maker) to make certai ecisions, f whegther ?- buy a

service/product or approve a procedure. Y' \ %\\i}/

This section summarises the fi sed esearch objectives. The
primary objective of the research i mm e e atmg role of continuance
intention to use online banking 0 relﬁronshr etwees;\&lNQ SYQ, E-SQ, and

4]
online banking performance re" specifi the ﬁﬁy hypothesised that three

independent varrablescam INQ,! SY rlmd , directly influence online
and¢tha

banking performance,
intention. & l
Four s thv wer. yAve rom the main objective. Studying these
relatron pres nt |mprove online banking performance. The
conce mework of the stuq/y-xplamed the relationships between the variables,
srsrng that a bank's huable intangible resources influence online service
ormance. In this study, the intangible resources were website quality components

d continuous-use intention. Ten hypotheses were formulated and empirically tested
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using PLS-SEM (Smart-PLS v 3.0). The findings supported nine hypotheses, seven of

The following discussions are based on the research objectives liSted in Chapter

One: V

1. To examine the effects of website quality compon iZQ &"YQ, and E-SQ)

on online banking performance. .\d
[ ]

2. To evaluate the effects of website quality @bents (INQ, d a -SQ)
on customers’ continuous-use intention: \f \‘/T
3. To determine the effect of custo&w’;onti i

banking performance. \)
4. To investigate the mediatin@sct of cu\'ﬂg ntinuous-use intention on
N

the relationships betwe%s ine banking performance.
N A

Wl 4
5.3.1 To Examine t% s of Websi ?hal@'Components (INQ, SYQ, and
E-SQ) on Online wg Pei e ;(J

The first @bjec of 'rch @f examine the effects of website quality
¢
nd ‘E-

which were for direct effects and two for mediation.

5.3 Discussion

-<
<
m
%
3

o
o

components SY

hypoth% forgm ,,desc iking the relationships between INQ, SYQ, E-SQ,
d banking perf \T
an INe banking performanc

S

Q is the ability of the online banking system to provide its users with new,

G to understand, clear, and accurate information. H1 hypothesised that INQ
influences online banking performance. Based on the results, the relationship was
found to be positive and significant, and so the hypothesis was supported. This finding
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corresponds with the results of prior studies (Al-mamary et al., 2014; Chen, 2013;
Kassim & Hussin, 2010; Winfred et al., 2018). It also answered the research qw.
In general, the finding showed that INQ had the most impact on onl@king
performance compared to other components. -\

As stated in the literature review, INQ is a criterion for m perceived
efficiency of the e-service system and clients’ evaluation Ntent. One may
consider quality in general and INQ in particular as the lev benefitjor the fitness to
employ. This research highlighted the need for commercial,_bank tw‘e INQ so
that their online service performance can be enhanced. ™ sum, this_fi dlng\ ‘gests
that it is vital to identify which aspects of INQ ical to’] an h@% to help

o

decision-makers implement effective stratew t can\ realise hig nline service

performance. \% é

Secondly, this objective was ﬂ;ﬁchieve mi ing\HZ. H2 hypothesised

N,
that SYQ influences online banki erfoﬂnan . 8Y?§‘}he ability of an online

banking system to provide '}s \A't accurate, r% le, easy to understand, and
relevant information. found a sig fic‘arﬁ@sitive relationship between SYQ

4 $ &
and online bankin erforma‘] \Fh refom%(me hypothesis was supported. Past

studies have als@ shown tha sitively predicts performance (Al-mamary et al.,

!

¢

2014; Chan &)201 Winfred & @18). This finding supports the notion that a
NN

high-quality system @n&ﬂ)';liems%ore convenience, privacy, and responsiveness.

%result suggests th t@r’danian commercial banks that focus on SYQ and

%}it as one of their main strategies in creating high quality systems are more

d to perform better. These systems are beneficial for Jordanian commercial banks,
s adopting new technologies in response to the needs of customers would give them

an advantage over their competitors.
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The final tested hypothesis was H3 for this objective. H3 specified that E-SQ
influences online banking performance. E-SQ is the ability of the online
system to provide its users with an efficient, responsiveness, and fulfillin@ﬁe to
conduct online banking transactions. Based on the findings, E-SQ nd to be

positively related to online banking performance. Therefore, the?ypothesis was

supported. This means that the extent to which the desires of .annking users are

met is positively related to performance. The result is uent with that of prior

07; aw 2012). It
¥

also offers support for theoretical explanations of onl nkingper zinc_&‘-}

studies (AL-Adwan & AL-Tarawneh, 2017; Agus et al.

E-SQ enables strong performance throu re tlof kn@édge and
T

as ma@r information.

ks |(§<éatmg sustainable

insights from information inside and outsf th an

Accordingly, E-SQ is essential for Jor\a)mmercia
t,'&eo\ provide high level

competitive advantage by open- dnessﬁl
c.)

services, and sharing |nS|ghts an commereial bar@ must therefore be more

&

€

effective in providing high gualit r
[

Oy e

A
S
5.3.2 To Evalua eQKEffecfs site I|ty Components (INQ, SYQ, and
&c

E-SQ) on Cust se I tlon

!
The s gﬁ)bjec ve of |§'st (?s to evaluate the effect of website quality

compor% Q, SY 9E SQ&n continuous-use intention of online banking.

BUI on the literature, .t hypotheses (H4-H6) were formulated on the
e
r h|p between INQ, SYQ, E-SQ, and continuous-use intention. H4 posited that

influences continuous-use intention of online banking. The analysis found a
ositive relationship between INQ and continuous-use intention of online banking,

hence the hypothesis was supported. The level of information quality, activities, and
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skills that Jordanian commercial banks possess are positively related to their ability to
offer more reliable, accurate, and complete information, which in turn inT!s
clients’ continuous-use intention of online banking. This result further % that
commercial banks can satisfy their clients better and track and react to'ﬁ&peeds and
preferences. Y'

The positive result is congruent with past studies, that | MVely influences
continuous-use intention (Abu Bakar & Melan, 2018; Ap %a‘., 2017; Kim et
al., 2019; Suryanto et al., 2016). This finding suggests market-ori Jordanian

ality infor ti(jn&éfﬁa:t of

commercial banks are more capable of providing hi
their ability to offer services that can enhan uacKefi n. %‘Gordanian
commercial banks focus more on INQ, m continuoussuse in@:gn of online
banking will increase. Therefore, m ers_of Jordani omr@ial banks should
develop INQ since it can improv(ﬁtomers \Cesp%n @\d adoption of online

banking. ‘%

H5 was also formulated aT

influences continuous% tion ‘(‘)
and significant relatignship bf
banking, thus t&es'

system quali ebsite qu r@/o ent that significantly and positively predict

NN
continu% intenfi PWI’] ebayakody, 2008; Mardiana et al., 2015). This
X

result is%also congruent with tlu%éonclusions of past studies, that SYQ, as part of a

b Rfficient system, can enhance the continued intention to use online banking
S

tolou et al., 2017; DeLone & McLean, 2003; Okechi & Kepeghom, 2013;

uryanto et al., 2016).
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SYQ is based on clients’ needs, as determined by the system's analysis and
development. It is a critical factor of client satisfaction in using a system, and irvs
to such factors as technical adequacy, privacy, appearance, navigation, %\b and
delay (Ahn et al., 2007). Speed and system availability are also i because
they allow clients to accomplish their goal without waiting too m (Kim et al.,
2019). This result evinces that SYQ plays a crucial role in the customers’ continuous-
use intention of online banking. Therefore, Jordanian mi banks should
develop their services based their technical abilities, r th Wi‘ng status
I _@T
6 % E-S.Q/Yﬁfluences

da sl@;g(:ant positive

relationship between E-SQ and continigus-use intentio onl@anking, thus the

quo.

H6 was the final hypothesis for the obj

continuous-use intention of online banking#

g;ﬁ‘rat a significant driver
of continuous-use intention of mmercial banks is high

quality e-service characterised

responsiveness, fulfil compensation kL@'al., 2018; Natalia et al., 2016;
4 2
Sharma et al., 2017 \ \l‘? é./

This result. supports usio. %f numerous studies (Li et al., 2018;

!

¢

Sharma et a!:;%; Yen & Lu; 8)6 finding suggests that a low level of online
banking%'

can se online banking a (@‘rbn by improving E-SQ. They should redevelop and

"
cauged b po@]ality of e-service. Jordanian commercial banks
i \oh their online service strategies to enhance customer acceptance of online

anking. Furthermore, the banks should consider new perspectives and ideas and

ake appropriate responses towards changes in the competitive environment. In sum,
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Jordanian commercial banks must recognize that E-SQ is necessary for customers’

adoption of online banking. Y~

5.3.3 To Determine the Effect of Clients’ Continuous-Use Inte

Banking Performance Q

The third objective is to determine the effect of clients’ contintious-use intention
of online banking on online banking performance. H7 zmul ted to test the

relationship between continuous-use intention and ban erfi rrW? posited
@

Yv
that continuous-use intention of online bz@nfluen es |i[|e _\Cb?hking

performance.

a0
Continuous-use intention is the tendeﬁ&to, se oﬂine nkingé:gluously and
for the long term. The analysis founw:a/e and significant Qtionship between

continuous-use intention and onlinﬁsking pe\mach 'I,'@\refore, the hypothesis
ﬂy N

was supported, and the researc n Wgé ans md.%' finding supports similar
results of past studies (Chen, 2018; S] I Sho@OlG). In general, the result
tive influ

supports TAM by co the po ené'of continuous-use intention on

s

4
online banking perfwce. I \ %C/Q

As discus@he li evie\t?dntinuous-use intention is important for
[ ' C—)

managers a cision-makersfin !er\cfje Institutions such as banks, and it is widely

Y
mentio% holars.in ices-marketing. Accordingly, this research highlighted

the m&ance of continuous-\ intention of online banking, as it can improve the

p% nce of online banking. This finding suggests that Jordanian commercial

4

s need to understand the satisfaction, perceptions, and attitudes of their customers

&
wards this technology. Online banking services can help Jordanian commercial
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banks gain a competitive advantage through improved online service performance and

¥

534 To Investigate the Mediating Effect of Customers’ CA@JOUS-Use

customer service.

Intention on the Relationships between INQ, SYQ, E-SQ, and %Iine Banking

Performance V

The fourth objective is to investigate the mediati

t ofy continuous-use

nw banking
L 2

o N

performance. Three mediation hypotheses (H8-H10 eloped!an st}d _;émg the

bootstrapping technique (Preacher & Hayes, ZOQH_ 4 \T
H8 posited that continuous-use intm edi e pos@:rrelationship

between INQ and online banking pem . The findh sho@‘that continuous-
use intention mediates the negati ationw I@ and online banking
N,

performance. Therefore, H8 up S'rted. his r , however, is surprising

intention on the relationship between INQ, SYQ,

con num@ intention was positive and

given the fact that the pat mNj

significant. To clariw% ult, t'rl res :ghe interviewed the managers of the
&
banks. \ : \ é.)
Before starting the interviews, the @‘ﬂrcher informed the managers of all 13

!

¢

banks abou %earc obje 'vega d their right to not participate. Nine out of 13
NN

manage% ded#"and ﬁ rese@her conducted semi-structured interviews with
Y-v
them,individually. The nine irt\ tews focused on how INQ influences online banking

p% nce through customers’ continuous-use intention of online banking. The
esear

cher wanted to know the reason for the non-significant relationship between
Q and online banking performance through customers’ continuous-use intention,

despite the positive effect of information quality on continuous-use intention. The
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interviews were then transcribed and carefully read to gain a thorough understanding.
The data were then analysed with a comparative technique. The results indicatewa
possible reason for this non-significant relationship is that the banl{as ore
perceptive of the technological risks compared to the customer/user: fore, the
role of continuous-use intention of online banking in mediating the w¢lationship may
not be substantial. \,

This result first shows that the marketing tools for o X;n in commercial
banks have not effectively generated awareness and int .ngfdof online

@

f online b irﬁ?{p}ju‘:sto

be strongly linked to its poor promotion b ; S@ Jord@ﬁn banks

neglected to improve their services (nevﬂ*as; -uniiers d, cleé\g;nd accurate
information) to enhance the continuawgaion of ch to @ his would affect

online banking performance. \T ,<\
N,

In this case, Jordanian %cial %anks
\t &
predict online banking adog%s' hat[ ca dem@tter marketing strategies and
encourage clients to i eir online nk'ing@e in the future. In other words,
4 $ &
Jordanian banks Kmfocus \7&1 mprgng information quality, as this would
ultimately Iead% uragi i

banking to customers. The low continuous-use inten

o

eed t amine the factors that

—t
w

t(t:)%ﬁtinuance their intention to use online
!
aéd @;I e banking performance.

NN
that .co Puous-é?e intention mediates the positive relationship

&)

bt\mASYQ d onl @F f The findi firmed ~that

e an ontine Ing per ormance. e In Ing conrtirme a
N

c Nbus-use intention of online banking positively mediated the relationship
etween SYQ and online banking performance, hence H9 was supported.
This finding suggests that efficient SYQ will help Jordanian commercial banks

to increase continuous-use intention of online banking and improve online banking
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performance. SYQ alone cannot ensure online banking performance if clients’
continuous-use intention of online banking is poor. Only few online banklng S

in Jordan perform adequately, thus the banks continually look for wayst rove
them. Much of this poor performance can be attributed to their unawa*that their
strategies are essential to increase the level of online banking ado&ﬁ.'The banks’
online system should be high quality and efficient so that_moreNusers use online
banking, which would lead to better online banking perfo me'present result is
supported by Cheng (2020), who confirmed that o bankin rmance §

achieved via the efficient exploitation of bank urces, | su aﬂ i(%‘ and

e pos@:rrelatlonshlp

between E-SQ and online banking p maae The re hov@hat continuance-

continuous-use intention of online banking.

use intention mediated the relatlon etween ?he f "e\ H10 was supported.
The relationship was |mportan of em |at|on ontlnuous -use intention.
The finding suggests thatt of onli @nkmg performance is better
understood through th% n of ‘c‘ tin u tention.

The fmdmgu&s tha‘ anlan commercial banks to enhance
E-SQ and deal qwith mp | ou hlgher continuous-use intention of
online banki |ch n tur ge% t |gher online service performance. This
flndlng ts the” nce ontlnuous -use intention as a mediator between
E- S online banking pe f ance. This result is consistent with that of Cheng
( nd Lee (2017), Who showed that E-SQ relates to performance through

inuance intention. In this case, e-service quality had a significant influence on the
ontlnuous -use intention if online banking, and this played a vital role in explaining

online banking performance.
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In conclusion, the research revealed that website quality components (INQ,
SYQ, and E-SQ) indirectly predicted online banking performance through cow
intention to use online banking. The findings contribute additional, i rtant
explanation to the relationship between website quality componw;q;d online
banking performance. They also indicate that Jordanian commercialbanks need to
improve their website quality components to increase the ado@ performance of

l

The finding also assumes that most Jordanian co rcial bwly several

website ity ﬁp}zr' as

online banking.

components simultaneously. While the componen

viable predictors of online banking performan

id% es that\Jordanian
commercial banks should keep pace withymodern ﬁchn gical @Vgopments in
website quality to increase clients’@us-use I ion@ online banking
performance. Consistent with Chen@ij), the r\n&$g \sdhat INQ, SYQ, and E-

SQ are the business philosop%ervic% provi ers.(‘@,@ purpose of continuous
improvement is to consi@m\, I quai@services to retain existing

customers and gain ne ( 0’
v

ReseaE.gg S In thejarea 0 in&nceﬁale given much attention to the performance

NN
of onli% ing Jand predit‘%rs. This study provided several important
impﬂg&ms related to the r(ll}‘ré banking performance of Jordanian commercial

b Xhe findings provide managerial, theoretical, and methodological implications,

h will be presented in the following subsections.

188



5.4.1 Managerial Implications

Firstly, the Jordanian banking sector, as in various countries, is deemedw
the major props of the emerging Jordanian economy, contributing to 18.8@%&nt of
the GDP. Commercial banks and internal stakeholders must reco hat their
decisions relating to online banking services have a direct influencme activities
of customers. Therefore, it is necessary to explain what managers an@‘decision-makers
of commercial banks may do to improve the performance QY;

b'anking and thus

their sustainability. Based on a literature review, this research foun tfthe usage of

. A
online banking in Jordan is lacking compared to ot untries. T plfm_if-y) ause
en% Shihadeh et al.,

&
ity @ﬁ)enefit from the

for the banks’ underperformance is the unfr

2018). \)
Low online banking adoption@tomers’ i
features and benefits of these ser\@)can be \i‘bu%d

N
awareness. However, Jordan %ﬁrst e z(;? countries in computer

infrastructure and internet .coverage (,! al., é ). Accordingly, commercial
h

banks need to underst anage ithe stziclsbmt lower customers’ acceptance
’ ’ &

of online banking ﬁ%dditi(fl eti

customers throu@iodi

increase the %ess cus Js @romote these services through workshops,

NN
advertis% and @ther 'gacitydﬁlding programs. Additionally, highlighting the
benw&d advantages of on@ﬁanking may increase its usage.

\he of the reasons clients avoid using online banking is security risk and doubt,

cffie customers’ lack of

Qmon

current and near-future needs of

ng
atio S&?ﬁ this issue. Commercial banks must

hus commercial banks must revise the user interface of online banking (website) and
plement standard security technology. Clients' complaints about online banking

should be considered by banks to improve website quality. The banks also need to
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design a more user-friendly website with accurate and adequate information to support
and encourage clients to use online banking services. The study also recomme
commercial banks reduce the inhibitors of online banking adoption to@e its
usage and encourage customers to utilise online services. -\

The unfriendliness of the e-business environment in Jordan we&g the support
services, infrastructure, and other regulatory frameworks. W Mal stakeholders
(decision-makers) perceive the e-business environment t r?:pp'ortive, they are
less likely to take high-risk opportunities. Therefore, th k andl it o‘n-makers
must create an enabling e-environment for customer hat they b itlfr@‘zn:ine
banking. Put differently, they should create bI% i onm.q\y'that can

o

promote an online banking usage culture ameng stomirs.

The study confirmed that IN(W' uted to nuo@Se intention and
online banking performance. Thﬁ%e, decisien- %er ,@\} managers need to
":1 y N,

acknowledge the necessity in &man @ comdtinUous-use intention and

&

improving online service @ncl 0 be av@f the determinants of INQ.
o ks

The findings can hel al b dlstesbne the main quality criteria for

4 ’ &
online banking ’v@ as ei by gstbmers, to improve their e-service
morey t

offerings. Furtrw\ he n us ‘t‘ﬁe’ findings to maintain current users and
attract new g@)

¢ J (?
th play ac ic&’l r(deji making e-services successful.
NN
T udy also nded&t commercial banks develop SYQ to support a
holistic wew of the e-busine@erefcre, decision-makers of Jordanian commercial

b%&\ould be mindful of the vital role that SYQ plays in predicting online banking
erformance. While the influence of SYQ on online banking performance is essential,
s effect on continuous-use intention is even more important. From the practical side,

developing a system that protects customers while possessing quality and
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technological superiority would enhance customers' continued intention to use online
banking, thus improving online banking performance. Accordingly, decision-
should concentrate on the long-term technological mind-set to ensure the @ and
quality of their online services. *

Finally, the findings revealed that E-SQ influenced custome%tinuous—use
intention and online banking performance. This result is particularly important for
decision-makers of the bank to formulate effective strate me'op high-quality

e-services that meet customers’ needs, incorporating featureswasf availability,
e g
efficiency, and privacy. By improving e-servic@y, the pan oﬁlt}@hance
continuous-use intention and online banking?w an{ ' nalh&'ordanian
commercial banks need to have a betteriqo\vy dgeo?f their clie Vrarkets, and

competitors. This information will h@hercial b to @ase their profits,

market shares, and competitive ad es, as t\OaWOf @'gher value e-services

Y S
&

In conclusion, this r. %ev]v t IN§YQ, and E-SQ are critical
components that can g% mpe:l
lh e
]

to clients.

éejar‘tagb'T hey should thus be observed as
F &

complementary components tly ﬁznce continuous-use intention and
improve online &)e \r& W%‘ﬁé quality components are very different
in nature; f G@onl on‘o n{ay @Cpue enough. The successful combination of
these c% ts is there ﬁ ess }. For Jordanian commercial banks to be more
creqﬂAheir decision-make QHould devise a strategy that effectively combines
t mponents, which would lead to higher online banking adoption and
erformance. This strategy will give the banks greater competitive advantage and

rofits. Therefore, this research supports the argument that online quality of service is
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a major source for competitive advantage, which will contribute to better

g
3

This study presents empirical evidence for the theoreti relationships

performance.
5.4.2 Theoretical Implications

hypothesised in the conceptual framework. Notably, it highli hm mediating role
of continuous-use intention on the relationship between | tErSQ, and online

banking performance. Ten hypotheses were formulated, nine ewited.
Several studies have examined the effects %&YQ, nd E- QOI@;ing
performance (AL-Adwan & AL-Tarawneh, ‘ o% I Ase@gl, 2014,
X

Shagari et al., 2015). However, the exﬂi\n?in oﬁ I SY d E-SQ as

an@performance has
e(s\'mctural relationships

components of website quality and their effgcts on on

received little attention from rese@%rs. Aﬁgw

N,
between INQ, SYQ, E-SQ, an% barﬁ(ing riorrgg{@ were investigated in a

single model. The findings revea trll , 3YQ, -SQ had positive effects on

online banking perfor% he re‘s‘ 'g%n‘cri@s to the body of knowledge on
the relevance of %:Jous-usle M nin gedicting online banking performance.
i

The findings aw de 'pport:}%( the conceptual framework. Therefore,
¢
this researc m idf‘nge?n?irical evidence to support the assertions of
% NN
past stu% is resgarCh ?rded'&Q, SYQ, E-SQ, and continuous-use intention as

critiﬁ&tors of online banki @érformance.
i\ﬁis research also contributes to theory by determining the significant
i0

G nship between website quality and continuous-use intention. INQ, SYQ, and E-
Q were estimated as predictors of continued intention to use online banking. The

findings revealed that website quality components positively predicted continued
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intention to use online banking. According to Abu Bakar & Melan (2018) and Kim et
al. (2019), INQ, SYQ, and E-SQ are important drivers of customer's continu?ﬂﬁ
intention. Therefore, continued intention to use online banking depends o@anks
are able to develop their website quality components. This also d ates that

website quality components play a critical role in increasing clients’ acceptance of

online banking. \)
tKoret"caI literature by

relati nween INQ,
"X

erelat\f) ip'betweeh INQ and
tiom?fc inuou%;?intention on

the relationship between SYQ and o@ing per nce@% (3) the positive

mediation of continuous-use intent%n the re\0n5$ip g@een E-SQ and online
":I y N,
banking performance. The fin(%icate% that |gher<§zb and E-SQ would raise

clients’ continued intentio use on ing, @h would then lead to better
online banking perforq’*h.e fi}]'ing (:Ilt is_Fesearch are consistent with the
results of Cheng (’@m Ler\? %C/Q

With regw 8, i inte{RJ%ﬁ to use online banking did not play a

¢
significant rssgﬂwe relations l!g
d

!
t
NN
by the | "of cu%er awareness about online banking and its poor

Furthermore, the current research has contributed to

examining the mediation of continuous-use intention on

SYQ, E-SQ, and online banking performance. Th
significant mediation of continuous-use intenti

online banking performance; (2) the positi e

V@ INQ and online banking performance. This

was lik

v

promghby commercial ba k@ﬂ(ccordingly, commercial banks need to improve the

i%ﬁﬂion quality of their services to assure their clients that online banking is safe.
mphasis on positive security characteristics may reduce the negative perceptions
f clients. Commercial banks should also increase customer awareness and promote

these services through workshops, advertisements, and other capacity-building
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programs. Such procedures could improve the continued intention to use online
banking, which in turn would improve the performance of online banking. Y~

The current research has also contributed to the theoretical I@ by
expanding the IS success model of DeLone & McLean (2003), prﬂéigg a more
holistic understanding of the study variables. The findings are expedW expand this
model as most studies have only been conducted in developed countries like South
Korea, USA, and Taiwan, while Jordan, as an Arab a pg.m.pirg country, has
received little attention. Additionally, many of these stu focu dw‘facgiing
firms and education sector in developed countrieSiywhereas the cﬂrr&ﬁt}study
investigated Jordanian commercial banks. Th s are €x to @(t'ribute to

ont@&;u Bakar &

» Mardiana et al.,

the body of knowledge by presenting results from a

(@]

Ki .,

Melan, 2018; Apostolou et al., 2017;“Ghen, 2013;

2015; Moon & Jang, 2018), as Jortﬂgﬁs a difre anguage, and ethnicity.

N

To some extent, the findings ce the us ess applicability of the IS

So
success model in investigating co err anks. %\
The IS success%z (DeLone 'Mcl@ 2003) provides an accurate
&
assessment of Isliiﬁs b}I:}- g thgdeltionships between six factors. By
cc S
!

mo

earc@hnd that both banks and customers seek

applying the ISK
to balance %nks
researc% s thebreti

(Par, an et al., 2005) an@l-fne banking performance into the IS success model,

arﬁ (Egt?mers receive from, e-services. The current

NN
';ontrit&ons through its integration of e-service quality

mignificantly changed the nature of relationships between the success factors.
These relationships are reflective of the online banking context, where INQ, SYQ, and
-SQ are essential features of website quality for better online service performance.

The inclusion of continuous-use intention instead of intention to use or use is also a
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valuable improvement, as clients’ continued intention to use online banking is
indicative of repeat clients. Looking at the variables in the study model and

considering their interrelationships give better comprehension of how to @ and
improve online banking adoption. The research model may also be Ll?él@diagnose
and tackle issues in online banking adoption. According to the best kmowledge of the
researcher, the current study is the first to examine website% , online banking

performance, and the mediating role of continuous- intention in Jordanian

commercial banks. .\d
"X

5.4.3 Methodological Implications N
z N\ X
rch a ovides some

Besides theoretical and practical contributi
methodological implications. Firstly, |or}tudies 0 era@%rformance have
mainly applied AMOS and/or SPf'SiII, toﬁyﬁlﬁ‘k edge of the researcher,
N

very few studies have applie EM ?o examine E(/ ariables. Moreover, the
measures of website qualit*éom?me]l SY%@U E-SQ) were adapted from
various sources (Ali 012; Llee af.,@Z; Parasuraman et al., 2005).
4 ¢ &
Therefore, the ex@n of‘v \req alitgmponents in another context requires
the confirmation, of me g aIidi@ﬁ reliability. The Cronbach's alpha for
\ ’ C?n
information ity was 0.959, for S(s_t}e quality 0.925, and for e-service quality
r%

N
0.940. Geén , these.Indi ?te tha@e measures were relatively reliable (Hair et al.,

Y-v
201anergent validity, @}f)osite reliability, and discriminant validity were

e N and found to be satisfactory. Therefore, the present research contributes to
Q odology and literature of online banking performance by establishing the
liability and validity of the adapted measures in the Jordanian context.
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5.5 Limitation and Suggestions for Future Research
Despite its numerous important contributions, the study has various Ilmw
that must be highlighted. Firstly, the common method variance of the@ IS a
possible limitation of this research (Jakobsen & Jensen, 2015). Hov@&Harman's
single factor analysis confirmed that the instrument was free frWs problem.
Nonetheless, future studies can minimise measurement error@gcting data from
l

diverse customers of several banks.

Secondly, this research only included commerc ank op |n north
central, and south Amman. Jordanian commercial b hare similar hﬁre@sﬂcs
such as ownership type, services provided, on. Sbﬁl, fmd@ may be

Y.

somewhat different in other cities or go% S.

ingly, @rallsatlons to
commercial banks operating in othe&a the nati

oulée made carefully.

Performance should also be eval by su Wns e@\h as product/service,
service environment, service d ysterﬂ, an mfort e research is limited as
it ignored the fact that bank function s@on sector or business type.
Future research sho mr “xlmln %' nline service performance of

o & _
eas gbe country and by sub-function, thus

=

Jordanian commer %nks |r'
contributing m &pt i (5'9
0‘\ h
Thirdl e present stud dgpt@ e quantitative approach and depended on a
single % ctiopg” me } Sunté? was the only instrument used to gather data.

The&mdents might not al be ready to answer questions perfectly. Therefore,

t e onses might not provide accurate and consistent measures of the research

da bles. Future studies should combine both qualitative and quantitative techniques

conduct an in-depth examination of online service performance in Jordanian

commercial banks.
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Fourthly, the research collected cross-sectional data, as the responses were
gathered at a specific point in time. It thus has limited ability in proving the?ﬂul
relationships between the variables (Sekaran & Bougie, 2010a). As th{%&were
gathered at a single point of time, they did not describe the long-ter viours of
the sample. Given these limitations, a longitudinal study is recommended for future
research. It may assist researchers to gain more understandi@ subject matter

l

Fifthly, the variables were measured as unidime al const Q, SYQ,
@

and validate the results of cross-sectional studies.

E-SQ, and continuous-use intention can provide

e informati ﬁf@ are

ns% thesey variables
. X

and online banking performance using a multi-di eis a@mble research

subject. For instance, INQ was as %nensiona sit@hlity component

adapted from Lee et al. (2002), b re stu |\’an$d @adopt Klein's (2002)
0 >

five-dimension INQ scale. q
Similarly, this rese@suj#sgnidimensional construct as
developed by Parasur% al. (2005). ;ﬂum}search can examine the seven

. ) Iyl i .
dimensions of E-wha:[b on oﬁe’banklng performance. This research
also measured % ed i 'al. (&@?) Examining a multidimensional SYQ

¢
would prese t%ch deeper def'sta@(jmg of the variable and how it predicts online

"
banking% mange..._Fi ?Iy, s&hinuous-use intention was measured as a

uni(ﬂ;&ional construct. As @gested by Abu Bakar & Melan (2018), multi-item
N

measured as multidimensional constructs. Th

should be used instead of single-item ones. Consequently, this research
ecommended future research to consider multidimensional variables, such as e-word-
f-mouth (eWOM), willingness to pay more, repurchase intentions, brand

recommendation, and customer awareness.
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Lastly, this research investigated the mediating role of continuous-use intention
on the relationship between INQ, SYQ, E-SQ, and online banking performanwl'ne
effects of the independent variables examined in the research were conflr@}nlme
banking performance. Other components of website quality, such as | or high
content quality, quality technology, and appearance quality, can be imd to expand
the research framework. Future studies could further extend% earch scope by

conducting a configurational approach, using continuous ntion as a mediator

to describe the variance in online banking performance. .\d
L ]

DS
' 4

5.6 Conclusion Y. \ .\T
The main objective of the studyw nvesti he mé’l;gng role of

SYQSE-SQ and online

continuous-use intention on the rela metween

banking performance in Jordanlan erC|aI . v@has achieved all the
four objectives listed in Chapt 0 <§?
The first objective i re tlonshﬁébetween INQ, SYQ, E-SQ,
ThIS 1

and online banking pe % bjec ve'w@'ccompllshed by examining three
N gpmsented empirical evidence of the

direct relationship othesw
significant posﬂv\/&latlo wee &#Q SYQ, E-SQ, and online banking
performancE: %}sult hows alKNee‘:t% quality of all components received a mean

value b

Yv
of WYQ, and E-SQ arK(.E"mcal to Jordanian banks to help decision-makers

| nt effective strategies that can realise higher online service performance.

Q The second objective is to evaluate the relationship between INQ, SYQ, E-SQ,
n

d continuous-use intention of online banking. Similarly, three hypotheses were

.638 ndlcates that it is vital to identify which aspects

tested to accomplish this objective. The empirical evidence revealed that INQ, SYQ,
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E-SQ had a positive impact on the continuous-use intention of online banking. The
findings show that external clients recognise the importance of INQ, SYQ, anu?!Q
The results also evince that the website quality components play a cruci \n the
customers’ continuous-use intention of online banking. Thereﬂ*ordaman
commercial banks should develop their services as part of themty to offer
services can enhance continuance intention, rather than maintaining Status quo.

The third objective is to determine the relations mn continuous-use
intention and online banking performance. One hypothesis was XMQ achieve
itive felationstiip Q?‘A:een
ne banki rfo:m?ﬁce. This

Y.
need\t erstanéhﬂe awareness,
perceptions, and attitudes of their cu:\}w ards thi hno@. Online banking

this goal. The findings indicated the significan

continuous-use intention of online banking

finding suggests that Jordanian commermw

services can help Jordanian comm banks g m etf\P'Ve advantage through
improved online service perforr%nd CLgtom serwzgf?

Lastly, the fourth obj toi the N§1at|ng role of continuous-use
intention of online bar% he relal:ons b n INQ, SYQ, E-SQ, and online
banking performa Nﬂ lij as a ed by examining three mediation
hypotheses. Th sho 'ontl s use intention mediated between SYQ,
E-SQ, and e ank g‘ e orfﬁa e ut it did not mediate between INQ and
onllne i hIS \t contributes additional, important explanation

Iatlonshlp between bS|te quality components and online banking
p% nce. They also |nd|cate that Jordanian commercial banks need to improve
website quality components to increase the adoption and performance of online

anlng
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The study also provided practical, theoretical, and methodological contributions
by examining the impact of website quality components on the performance OW
banking in Jordanian commercial banks. Based on the limitations of @amh,
directions for future studies have been outlined. In conclusion, tudy has
presented valuable theoretical, practical, and methodological contgibutions to the
literature on website quality and online banking performance.

In summary, the findings of this empirical research igt ne'v insights about

how information quality, e-service quality, and sys quali Wprove the
'Y

adoption and performance of online bankin@danian co e[ci& anks.
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